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He has made everything beautiful in its time. 
He has also set eternity in the human heart; 
yet no one can fathom what God has done 
from beginning to end. 
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Kualitas layanan yang optimal terkait dengan kepuasan pelanggan yang 
dapat berdampak pada keberadaan organisasi. Semua bidang industri seperti 
layanan pendidikan, termasuk PTS X perlu mengoptimalkan kualitas 
layanan. Hasil penelitian pertama menunjukkan bahwa adanya keluhan dari 
mahasiswa sebagai pengguna jasa dari frontliner Biro Administrasi Umum 
PTS X tersebut menunjukkan kurang optimalnya kualitas layanan yang ada. 
Kajian ini bertujuan untuk mengkaji lebih dalam dan menggambarkan 
bagaimana kualitas layanan di frontliner Biro Administrasi Umum PTS X. 
Populasi dalam kajian ini adalah mahasiswa PTS X dengan teknik 
pengambilan sampling yang dipakai adalah purposive sampling. Skala 
kualitas layanan dengan aspek tangible, realibility, responsiveness, 
assurance, dan emphaty sebagai metode pengumpulan data, dan analisis 
kuantitatif deskriptif digunakan sebagai teknik analisis data. Berdasarkan 
hasil penelitian, kualitas layanan pada frontliner Biro Administrasi Umum 
PTS X ada dalam kategori tinggi yang berarti, ada persepsi positif oleh 
mahasiswa sebagai pengguna jasa. Hasil penelitian awal berbeda dengan 
penelitian ini diduga disebabkan oleh penerapan sistem teknologi informasi 
yang baru saja diterapkan serta upaya perbaikan diri secara terus menerus 
dari PTS X itu sendiri. Dengan demikian, kepala Biro Administrasi Umum 
PTS X masih perlu mengoptimalkan sumber daya manusia dalam 
organisasinya termasuk frontliner. Manajemen PTS X masih perlu berusaha 
untuk mengembangkan kualitas layanan tidak hanya di Biro Administrasi 
Umum, tetapi di semua departemen PTS X. 
 
 
Kata Kunci: Kualitas layanan, kualitas layanan yang sangat baik, frontliner, 
universitas swasta, perilaku konsumen, komunikasi pemasaran 
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Optimal service quality is related to customer satisfaction which can have 
an impact on the organization's existence. All fields of industry such as 
education services, including PTS X need to optimize service quality. The 
results of preliminary research showed that complaints from students as 
frontliner users of the PTS X General Administration Bureau showed less 
than optimal quality of existing services. This study aims to examine more 
deeply and describe how the quality of service at the front liner in the PTS X 
Public Administration Bureau. The population in this study were PTS X 
students with incidental sampling techniques. Scale of service quality with 
tangible aspects, reliability, responsiveness, assurance, empathy as a 
method of data collection, and descriptive quantitative analysis are used as 
data analysis techniques. Based on the results of the study, the quality of 
frontliner services at the PTS X General Administration Bureau is in the 
high category which means, there are positive perceptions by students as 
service users. The results of the predecessor's research that were different 
from this research were allegedly due to the application of the information 
technology system that had just been applied as well as the efforts to self- 
improvement continuously from PTS X itself. Thus, the head of the PTS X 
Public Administration Bureau still needs to optimize the human resources in 
its organization including the frontliners. The management of PTS X still 
needs to strive to develop the quality of service not only at the General 
Administration Bureau, but in all departement of PTS X. 
 
Keywords: Service quality, service excellent, frontliner, private university, 
consumer behavior, marketing communication. 
